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THE  WHITE  HOUSE 

WASHINGTON 

June  2,  1980 


Dear  Secretary  Miller: 

As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  the  Department  of 
Treasury's  consumer  program  established  under  Executive  Order 
12160.  The  Department's  program  will  play  a  vital  role  in  assuring 
that  consumer  interests  will  be  an  integral  part  of  agency  decision¬ 
making. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark 
the  culmination  of  several  years  of  work  by  many  capable  and 
dedicated  people  both  within  and  outside  the  government.  The 
contribution  and  assistance  provided  by  Ms.  Sally  Vogel  and  Mr. 
Joseph  Maty  of  your  staff  have  been  particularly  helpful.  The  fact 
that  Ms.  Vogel  will  be  reporting  to  you  and  participating  in 
Departmental  staff  meetings  should  provide  her  with  the  opportunity 
to  review  rules,  policies,  programs,  and  legislation  to  assess 
their  impact  on  consumers.  The  Department's  program  is  further 
strengthened  by  establishing  a  Consumer  Affairs  Council  to 
assist  in  coordinating  the  Department's  consumer  activities. 

It  is  clear  from  the  program,  however,  that  it  will  continue  to 
be  critical  for  Ms.  Vogel  to  receive  strong  support  from  the 
Assistant  Secretary  for  Administration,  the  General  Counsel, 
the  Assistant  Secretary  for  Public  Affairs,  and  the  Department's 
bureau  directors.  I  also  urge  you  to  consider  carefully  over  the 
next  year  whether  the  objectives  of  the  program  could  be  furthered 
by  assigning  staff  directly  to  Ms.  Vogel. 

With  the  publication  of  each  agency's  final  program,  a  new  phase  of 
our  work  begins.  This  office  will  work  closely  with  you  in  monitor¬ 
ing  the  effectiveness  of  the  Department's  consumer  program  in 
meeting  the  standards  of  the  Order  and  in  achieving  the  objectives 
you  have  set  for  the  Department.  During  this  time  my  staff  and  I 
will  be  available  to  help  in  any  way  we  can.  I  will  be  reporting 
to  the  President  at  the  end  of  each  fiscal  year  on  government-wide 
progress  under  the  Order,  and  I  am  sure  that  these  reports  will 
reflect  considerable  success. 


Thank  you  for  doing  your  part  in  this  effort.  I  am  confident 
that  implementing  this  Executive  Orderwirll  make  an  important 

feffe  Unil 


contribution  to  consumer  welfare  in 


United  States. 


Esther  Peterson 
Special  Assistant  to  the  President 
for  Consumer  Affairs 


The  Honorable  G.  William  Miller 
Secretary  of  Treasury 
Washington,  D.  C.  20220 


BILLING  CODE  4810-25-C 
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TREASURY  DEPARTMENT 

AGENCY:  Department  of  the  Treasury. 

action:  Revised  Treasury  Consumer  Program  Plan  required 

by  Executive  Order  12160. 

Summary:  This  revised  Consumer  Program  Plan,  as  required 
by  EO  12160,  provides  information  relating  to  Treasury's 
consumer  program,  and  activities.  The  plan  contains 
revisions  resulting  from  public  comments  received  on  the 
draft  consumer  program  plan  published  on  December  10. 

1979. 

EFFECTIVE  DATE:  June  9,  I960. 

FOR  FURTHER  INFORMATION  CONTACT: 

Ms.  Sally  Vogel,  Special  Assfstant  to  the  Secretary 
(Consumer  Affairs),  U.S.  Department  of  the  Treasury,  15th 
and  Pennsylvania  Avenue,  N.W.,  Washington,  D.C.  20220, 
202-566-2335. 

SUPPLEMENTARY  INFORMATION:  On  December  10, 1979,  the 
Department  of  the  Treasury  published  for  comment  a  draft 
consumer  program  plan  indicating  the  Department’s  general 
approach  to  the  implementation  of  EO  12160.  Besides 
publication  in  the  Federal  Register,  copies  of  Treasury’s 
consumer  plan  were  sent  to  Treasury’s  bureaus  and  offices 
for  comment  and  distribution  and  several  mailing  lists  were 
used  to  mail  consumer  program  plans  to  the  general  public. 

During  the  comment  period,  the  Department  received 
comments  from  ten  (10)  associations  (3  trade,  6  consumer,  1 
industry),  two  government  working  groups,  one 
Congressional  staff  office,  two  educators,  four  private 
citizens,  and  consumer  offices  within  the  Treasury.  The 
Department’s  consumer  staff  reviewed  and  analyzed  these 
comments.  The  consumer  staff  consulted  with  policy  officials 
on  their  findings  and  incorporated  the  results  of  their 
deliberations  into  this  revised  consumer  program  plan. 

The  following  paragraphs  provide  a  summary  of  the 
responses  Treasury  received  to  its  publication  of  the 
consumer  program  plan  and  an  explanation  of  how  the 
comments  contributed  to  the  revision  of  the  plan. 

A.  Consumer  Affairs  Perspective 

Treasury’s  consumer  response  network  begins  with  bureau 
operations  in  the  field,  extends  to  bureau  headquarters 
operations,  and  eventually  leads  to  the  Office  of  the 
Secretary  and  the  Special  Assistant  to  the  Secretary 
(Consumer  Affairs).  Several  respondents  observed  that 
Treasury’s  proposed  Consumer  Program  plan  did  not  provide 
an  adequate  description  of  this  consumer  network, 
especially  the  composition,  location,  and  responsibilities  of 
the  Treasury  consumer  staff. 

That  deficiency  is  remedied  in  the  revised  plan  by 
.  providing  consumers  with  the  names,  titles,  and  locations  of 
the  principal  consmer  representatives  for  each  of  Treasury’s 
bureaus.  Additionally,  the  offices  which  provide  technical 
information  and  assistance  to  the  Special  Assistant  to  the 
Secretary  (Consumer  Affairs)  are  also  identified. 

Bureau  consumer  program  plans,  scheduled  for  publication 
in  the  near  future,  will  also  include  listings  of  the  titles  and 
addresses  of  Treasury  bureau  consumer  officials. 

In  response  to  comments  regarding  the  functions  of  the 
Special  Assistant  to  the  Secretary  (Consumer  Affairs),  the 
revised  program  plan  spells  out,  in  some  detail,  the  consumer 
policy,  coordinating,  and  monitoring  functions  of  the  Special 
Assistant  to  the  Secretary  (Consumer  Affairs). 

B.  Consumer  Participation 

Several  of  the  respondents  wanted  a  detailed  explanation 
of  the  avenues  open  to  consumers  for  participating  in  agency 


decisionmaking.  The  revised  plan  explains  the  special  role  of 
the  Special  Assistant  as  consumer  advocate  and  describes 
the  systems  for  notifying  consumers  of  opportunities  for 
participation  in  agency  decisionmaking. 

C.  Information  Materials 

One  of  the  Federal  government  study  groups 
recommended  that  Treasury  examine  some  of  its  more 
technical  publications  and  press  releases  and  convert  them 
into  language  more  comprehensible  to  the  general  consumer. 
Other  respondents  urged  the  Department  to  establish 
additional  information  outlets  and  expand  its  contact  with 
the  consumer  audience. 

The  consumer  program  plan  makes  clear  that  the  Special 
Assistant  and  the  Special  Assistant’s  counterparts  in  the 
bureaus  shall  analyze  and  seek  improvement  in 
informational  materials  and  develop  targeted  approaches  to 
addressing  specific  consumer  information  needs. 

D.  Education  and  Training 

The  Consumer  and  trade  associations  recommended  that 
Treasury  and  other  Federal  departments  devote  sufficient 
resources  to  training  consumer  specialists  and  also  to 
sensitizing  program  managers  to  the  special  needs  of 
consumers. 

The  education  and  training  of  Treasury  employees  who 
have  direct  contact  with  the  public  has  been  and  continues 
to  be  a  high  Treasury  priority.  It  takes  many  forms  and 
depends  upon  the  class  of  consumers  being  served. 

The  Special  Assistant,  working  with  Departmental  and 
bureau  training  officials  and  consumer  representatives,  will 
survey  and  analyze  the  types  of  education  and  training 
programs  available  for  consumer  specialists  and  program 
managers  within  the  Department.  The  study  will  determine 
the  extent  to  which  Treasury’s  training  programs  meet 
generally  accepted  standards  for  such  programs.  Where 
Treasury’s  programs  are  deficient,  the  study  team  will 
propose  remedies  for  their  improvement. 

E.  Complaint  Handling 

A  few  of  the  respondents  were  concerned  that  Treasury 
did  not  have  a  Departmentwide  consumer  complaints 
processing  system.  The  absence  of  a  centralized  complaints 
system,  however,  does  not  prevent  Treasury  from  answering 
complaints  or  resolving  problems. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
is  responsible  for  coordinating  responses  to  consumer 
complaints  in  the  Office  of  the  Secretary.  Treasury’s  bureaus 
are  responsible  for  handling  consumer  complaints  in  areas 
under  their  supervision. 

The  bureaus  use  various  approaches  to  resolving 
complaints  and  several  of  them  were  described  in  the 
previously  published  consumer  program  plan.  Bureau 
consumer  program  plans,  scheduled  for  publication  soon, 
will  describe  these  processes  in  greater  detail. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
will  survey  and  assess  the  adequacy  of  bureau  complaints 
handling  systems  and  develop  policies  to  guide  bureau 
operations. 

F.  Oversight 

Some  of  the  comments  were  concerned  with  strengthening 
the  oversight  functions  of  the  Special  Assistant  to  the 
Secretary  (Consumer  Affairs)  and  urged  that  a  strong 
“program  evaluaiton”  component  be  included  in  the  Special 
Assistant’s  functional  responsibilities. 

The  revised  program  plan  describes  the  Special 
Assistant’s  oversight  responsibilities,  including  the 
incumbent’s  responsibilities  for  monitoring  and  evaluating 
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bureau  plans,  programs,  and  activities.  Additionally,  the 
Special  Assistant’s  role  in  analyzing  bureau  and  office 
consumer  program  budgets  is  also  stressed  in  the  revised 
plan. 

G.  Miscellaneous  Comments 

Those  commenting  on  Treasury’s  consumer  program  plan 
addressed  a  variety  of  issues  and  most  of  them  are 
specifically  dealt  with  in  the  revised  program  plan.  Some 
issues  are  not.  Included  among  those  issues  are  suggestions 
for  the  public  financing  of  consumer  representatives  in 
agency  rulemaking  and  lawyer’s  fees. 

These  issues,  however,  will  be  addressed  by  the  Special 
Assistant  to  the  Secretary  (Consumer  Affairs)  and  the 
Special  Assistant’s  counterparts  in  the  bureau  at  meetings  of 
Treasury’s  Consumer  Affairs  Council. 

TREASURY  CONSUMER  PROGRAM  PLAN 
Summary 

This  Consumer  Affairs  Plan  is  issued  by  the  Department  of 
the  Treasury  to  implement  Executive  Order  12160  providing 
for  enhancement  and  coordination  of  Federal  Consumer 
Programs.  Executive  Order  12160  requires  Federal  agencies 
to  develop  and  maintain  a  consumer  program  with,  at  a 
minimum,  the  following  five  elements: 

(1)  An  identifiable  consumer  affairs  staff  authorized  to 
participate  in  the  development  and  review  of  all  agency 
rules,  policies,  programs,  and  legislation; 

(2)  Effective  procedures  for  consumer  participation  in  the 
development  and  review  of  all  agency  rules,  policies  and 
programs; 

(3)  Development  of  information  materials  for  consumers; 

(4)  Consumer  affairs  training  for  agency  staff  members 
and,  to  the  extent  considered  appropriate,  provisions  for 
technical  assistance  to  consumers  and  their  organizations; 
and 

(5)  Systematic  procedures  for  complaint  handling. 
Statement  of  Purpose 

The  purpose  of  the  Department  of  the  Treasury’s 
Consumer  program  is  to  insure  that  persons  who  are  affected 
by  any  Treasury-sponsored  regulations,  or  program  decision 
have  the  opportunity  to  present  their  views  on  the  subject, 
and  that  these  views  are  duly  considered  in  the 
Department’s  decisionmaking  processes.  Treasury  intends  to 
more  actively  solicit  consumer  opinion,  to  make  Treasury 
bureaus  and  offices  more  responsive  to  the  consumer,  and  to 
assure  that  the  machinery  and  the  techniques  of  consumer 
representation  within  Treasury  are  regularly  and  effectively 
applied. 

I.  CONSUMER  AFFAIRS  PERSPECTIVE 

A.  Requirement 

Agencies  shall  have  identifiable,  accessible  professional  staffs  of 
consumer  affairs  personnel  authorized  to  participate,  in  a  manner 
not  inconsistent  with  applicable  statutes,  in  the  development  and 
review  of  all  agency  rules,  policies,  programs,  and  legislation. 

The  head  of  each  agency  shall  designate  a  senior-level  official 
within  that  agency  to  exercise,  as  the  official’s  sole  responsibility, 
policy  direction  for,  and  coordination  and  oversight  of,  the  agency’s 
consumer  activities.  The  designated  official  shall  report  dnectly  to 
the  head  of  the  agency  and  shall  apprise  the  agency  head  of  the 
potential  impact  on  consumers  of  particular  policy  initiatives  under 
development  or  review  within  the  agency.  (E.0. 12160) 

B.  Responsibilities  and  Staffing 

1.  Office  of  the  Special  Assistant  (Consumer  Affairs) 

(a)  Responsibilities — The  Secretary  of  the  Treasury  has 
appointed  a  Special  Assistant  (Consumer  Affairs)  who 


reports  to  the  Secretary  through  the  Duty  Secretary.  (See 
Organization  Chart  at  Appendix  A.J  The  Special  Assistant’s 
sole  reponsibility  is  to  exercise  policy  direction  for,  and 
coordination  and  oversight  of,  the  agencies’  consumer 
activities,  the  Special  Assistant  is  a  senior  official  who 
attends  and  participates  in  secretarial  level  staff  meetings. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
coordinates  the  Department  of  the  Treasury’s  overall 
consumer  program,  develops  consumer-related  policies, 
oversees  the  implementation  of  EO  12180  within  the 
Department,  maintains  contact  and  works  with  consumer 
organizations  in  the  public  and  private  sectors,  facilitates 
consumer  involvement  in  Treasury  activities,  reviews  rules, 
policies,  programs  and  legislation  impacting  upon 
consumers,  apprises  the  Secretary  and  senior  policy  officials 
of  the  potential  impact  on  consumers  of  policy  initiatives 
under  development  and  review  within  the  Department  and 
serves  as  Treasury’s  consumer  advocate. 

The  Special  Assistant  to  the  Secretary  prepares  reports  to 
the  Secretary  and  Treasury  policy  officials  and  conducts 
studies  of  selected  aspects  of  Treasury’s  Consumer  Program 
including  periodic  evaluations  of  bureau  adherence  to  EO 
12150  and  Treasury  directives  implementing  EO  12160. 

(b)  Staffing — The  Special  Assistant  to  the  Secretary 
(Consumer  Affairs)  represents  the  Secretary  on  the 
President’s  Consumer  Affairs  Council,  and  chairs  Treasury’s 
Consumer  Affairs  Council.  The  Treasury  Consumer  Affairs 
Council  is  composed  of  consumer  affairs  representatives 
from  each  of  the  Treasury  bureaus. 

The  Office  of  the  Special  Assistant  to  the  Secretary 
(Consumer  Affairs)  consists  of  the  Special  Assistant  to  the 
Secretary  (Consumer  Affairs)  aird  one  secretarial  position. 
The  Special  Assistant  to  the  Secretary  (Consumer  Affairs)  is 
serviced  and  supported  by  the  existing  Treasury 
organization  and  staff.  For  example: 

Offices  under  the  supervision  of  the  Assistant  Secretary 
(Administration),  including  the  Office  of  Management  and 
Organization,  the  Office  of  Computer  Science,  the  Office  of 
Administrative  Program,  the  Office  of  Personnel,  and  the 
Office  of  Budget  and  Program  Analysis  provide 
administrative  management  services  to  the  Office  of  the 
Special  Assistant  (Consumer  Affairs). 

The  Legal  Division  provides  legal  counsel  and  assistance 
to  the  Office  of  the  Special  Assistant  to  the  Secretary 
(Consumer  Affairs)  including  reviewing,  editing,  and 
approving  policy  directives,  and  rules  and  regulations.  The 
Division  also  provides  legal  counsel  with  regard  to 
processing  consumer  complaints. 

The  Assistant  Secretary  (Public  Affairs)  provides  public 
information  services  to  the  Special  Assistant,  acts  as  a 
conduit  of  Secretarial  level  information  to  the  general  public, 
and  maintains  mailing  lists  for  use  by  the  Special  Assistant 
in  the  consumer  outreach  activities  of  the  Treasury. 

2.  Responsibilities  of  Treasury  Bureaus 

The  Treasury  Department  is  composed  of  a  number  of 
bureaus  and  offices,  in  addition  to  the  Office  of  the 
Secretary.  These  bureaus  include  the  Internal  Revenue 
Service,  the  Comptroller  of  the  Currency,  the  Bureau  of 
Alcohol,  Tobacco  and  Firearms,  the  U.S.  Customs  Service, 
the  Bureau  of  Engraving  and  Printing,  the  Bureau  of  the  Mint, 
the  Bureau  of  Government  Financial  Operations,  the  U.S. 
Savings  Bonds  Division,  the  U.S.  Secret  Service,  and  the 
Federal  Law  Enforcement  Training  Center. 

Treasury’s  diverse  activities  preclude  the  establishment  of 
a  single  consumer  office  or  a  single  set  of  operating 
procedures  to  handle  requests  for  information  from 
consumers,  to  handle  consumer  complaints,  or  to  involve 
consumers  in  Treasury’s  decisionmaking  processes.  The 
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Department,  therefore,  intends  to  continue  using  its  existing 
procedures  and  follow  current  lines  of  authority  to  fulfill  the 
requirements  of  Executive  Order  12160. 

This  means  Treasury’s  bureaus  are  also  charged  with  the 
responsibility  of  insuring  that  their  organizations  comply 
with  the  spirit  and  the  requirements  of  EO  12160.  The 
Treasury  bureaus  will  publish  consumer  program  plans  in 
the  Federal  Register  by  July  1, 1980.  The  plans  will  carry  out 
the  provisions  of  EO  12160  within  the  bureaus,  reflecting 
bureau  operating  procedures  and  information  outlets. 

3.  Consumer  Contact  With  the  Treasury 

The  Office  of  the  Special  Assistant  to  the  Secretary 
(Consumer  Affairs)  is  Treasury’s  primary  consumer  affairs 
office.  The  Special  Assistant  to  the  Secretary  (Consumer 
Affairs)  should  be  contacted  for  general  information, 
including  information  on  such  topics  as  the  availability  of 
informational  materials,  complaints  handling  processes, 
consumer  technical  assistance  programs,  and  for  information 
about  consumer  participation  in  the  agency  decision  process. 

The  Special  Assistant  also  handles  consumer  complaints 
lodged  against  officials  or  offices  with  the  Office  of  the 
Secretary. 

contact:  Special  Assistant  to  the  Secretary  (Consumer 
Affairs),  Office  of  the  Secretary,  Department  of  the  Treasury, 
15th  Street  and  Pennsylvania  Avenue  NW.,  Washington,  DC 
20220,  (202)  566-2335. 

As  noted  above,  Treasury  bureaus  are  also  responsible  for 
publishing  consumer  program  plans  in  the  Federal  Register. 
These  plans  will  provide  information  concerning  bureaus 
operating  procedures  and  information  outlets.  The  following 
addresses  may  be  contacted  for  information  about  bureau 
programs. 

John  C.  Dooher,  Assistant  Director,  Federal  Law 
Enforcement  Training  Center,  Room  701,  WA  Bldg.,  c/o 
Main  Treasury  Mail  Room,  Washington,  DC  20220,  (202) 
376-0764. 

Carolyn  M.  Johnston,  Director  of  Public  Affairs,  U.S.  Savings 
Bonds  Division,  Room  257,  Washington,  DC  10110,  (202) 
634-5377. 

James  Pasco,  Chief  of  the  Procedures  Branch,  Alcohol, 
Tobacco  and  Firearms,  Room  6211, 1200  Pennsylvania 
Avenue,  Washington,  DC  20226,  (202)  566-7947. 

John  W.  Warner,  Jr.,  Assistant  to  the  Director  (Public 
Affairs),  U.S.  Secret  Service,  1800  G.  Street  NW,  Suite  805. 
Washington,  DC  20023,  (202)  535-5708. 

Harold  M.  Browning,  Taxpayer  Ombudsman,  Internal 
Revenue  Service,  Room  3331,  IRS,  1111  Constitution 
Avenue,  Washington,  DC  20224,  (202)  566-6475. 

Michael  Ingrisano,  Public  Affairs  Staff,  U.S.  Customs 
Service,  Room  6311CS,  1301  Constitution  Avenue,  NW, 
Washington,  DC  20229,  (202)  566-2475. 

Thomas  M.  Williams,  Jr.,  Executive  Staff,  Government 
Financial  Operations,  Room  600-G,  Annex,  Pennsylvania 
Ave.  &  Madison  Place,  NW.  Washington,  DC  20226.  (202) 
566-2016. 

Francis  B.  Frere,  Assistant  Director  for  Marketing,  Mint. 
Room  1006  Warner  Building,  501 13th  Street,  NW, 
Washington,  DC.  (202)  376-0588. 

William  Saunders,  Office  of  Financing,  Public  Debt,  Room 
310  WA,  1435  G  Street  NW,  Washington,  DC  20226,  (202) 
376-0271. 

Ms.  Jo  Ann  Barefoot,  Deputy  Director  Comptroller, 
(Customer  and  Community  Programs),  Comptroller  of  the 
Currency,  490  L’Enfant  Plaza  East,  SW.  Washington,  DC 
20219,  (202)  447-0934. 

4.  Treasury  Consumer  Affairs  Council 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
and  the  bureau  consumer  representatives  make  up 


Treasury’s  Consumer  Affairs  Council.  The  council,  chaired 
by  the  Special  Assistant,  will  meet  regularly  for  the  purposes 
of  coordinating  Treasury  wide  efforts  to  accomplish  the 
President’s  consumer  initiatives. 

The  Council  provides  leadership  and  direction  for  the 
Department’s  consumer  program,  promotes  economy, 
efficiency,  and  cooperation  in  the  execution  of  consumer 
programs  and  activities,  and  seeks  to  reduce  or  eliminate 
duplication  and  inconsistency  in  the  administration  of 
Treasury  consumer  programs.  Council  members  are 
responsible  for  advising  the  Special  Assistant  of  the 
potential  impact  on  consumers  of  policy  initiatives  under 
development  and  review  within  the  bureaus. 

The  Council  will  develop  recommendations  for  the 
Secretary  and  other  senior  policy  officials  on  a  wide  range  of 
consumer-related  issues  including  substantive  program 
issues  and  issues  related  to  the  administrtion  of  the 
consumer  program  within  the  Treasury.  Among  the  latter 
are:  consumer  “outreach”  efforts  including  consumer  forums: 
the  development  of  education  and  training  programs  for 
consumer  specialists  and  program  managers;- the  handling  of 
consumer  complaints,  consumer  representation:  and  the 
effectiveness  of  Treasury  informational  materials. 

5.  Bureau  Monitoring  Systems 

Treasury  bureau  heads  are  responsible  for  assuring  the 
underlying  philosophy  and  specific  requirements  of  EO  12160 
are  carried  out  by  consumer  representatives  and  program 
managers  under  their  supervision. 

Each  bureau  has  a  consumer  representative  who  is 
familiar  with  the  structure  and  detail  of  the  consumer  effort 
within  that  organization.  The  consumer  representative 
represents  the  bureau  at  meetings  of  the  Treasury  Consumer 
Affairs  Council. 

Treasury  bureaus  have  prepared  bureau  consumer 
program  plans  which  will  be  reviewed  by  the  Special 
Assistant  to  ensure  conformity  with  EO  12160  and  Treasury 
Consumer  directives,  prior  to  publication.  The  program  plans 
conform  to  EO  12160  and  Treasury  consumer  guidelines.  The 
plans  will  be  updated  by  the  bureaus,  when  appropriate. 

6.  Short  Term  and  Long  Range  Planning 

Treasury’s  Financial  Resource  Management  System  and 
Zero-Base  Budget  Objectives  Tracking  System  require 
program  managers  including  the  Special  Assistant  to  the 
Secretary  (Consumer  Affairs)  to  prepare  short  term  and  long 
term  program  objectives.  The  objectives  are  formulated 
during  the  budget  process  and  are  included  in  bureau  and 
office  budget  submissions.  These  budget  submissions  are 
forwarded  to  the  Office  of  Management  and  Budget  and  the 
Congress. 

After  the  budget  is  approved,  the  budget  objectives  are 
tracked  on  a  quarterly  basis  usually  at  meetings  conducted 
by  the  Deputy  Secretary  and  bureau  and  office  heads.  At 
these  meetings  bureau  and  office  heads  report  on  their 
success  in  meeting  their  objectives,  the  barriers  to  successful 
attainment  of  their  objectives,  and  the  remedies  adopted  to 
remove  barriers.  During  the  last  meeting  of  the  year,  a  final 
assessment  of  the  bureau  and  office  progress  is  made  and 
plans  are  made  for  the  following  year’s  objectives. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
is  required  to  prepare  an  consumer  program  budget 
objectives  and  assess  the  adequacy  of  current  staffing  levels 
for  operations  within  the  Office  of  the  Secretary.  The 
incumbent  will  also  advise  and  assist  bureau  consumer 
representatives  and  policy  officials  in  setting  their  consumer 
program  objectives.  These  consumer  program  objectives  will 
be  tracked  with  the  other  Treasury  program  objectives  at  the 
quarterly  meetings  held  by  the  Deputy  Secretary  with  bureau 
and  office  heads. 
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The  Zero-Base  Budget  process  and  the  ZBB  tracking 
system  provide  the  Special  Assistant  to  the  Secretary 
(Consumer  Affairs)  with  a  unique  opportunity  for  effective 
planning  and  objectives  setting,  budgeting,  and  operational 
decisionmaking.  It  leads  to  the  elimination  of  duplication  of 
effort  among  organizational  units  and  provides  for  revisions 
in  program  priorities  during  the  budget  year.  The  final  result 
means  improved  consumer  plans  and  budgets  and  the 
development  of  a  strong  consumer  management  team. 

II.  CONSUMER  PARTICIPATION 

A.  Requirement 

Agencies  shall  establish  procedures  for  the  early  and  meaningful 
participation  by  consumers  in  the  development  and  review  of  all 
agency  rules,  policies,  and  programs.  Such  procedures  shall  include 
provisions  to  assure  that  consumer  concerns  are  adequately 
analyzed  and  considered  in  decisionmaking.  To  facilitate  the 
expression  of  those  concerns,  agencies  shall  provide  for  forums  at 
which  consumers  can  meet  with  agency  decisionmaking.  In  addition, 
agencies  shall  make  affirmative  efforts  to  inform  consumers  of 
pending  proceedings  and  of  the  opportunities  available  for 
participation  therein.  (E.0. 12160) 

B.  Impact  Upon  Consumers 

Consumers  of  Treasury  Department  services  and  products 
fall  into  many  categories:  taxpayers,  travelers,  bondholders, 
welfare  recipients,  and  many  others. 

Treasury  bureaus  and  offices  fall  into  three  categories 
according  to  the  frequency  of  contact  with,  and  the  impact 
these  activities  have  upon,  consumers.  These  bureaus  and 
offices  are  categorized  by  their  end-user  contact  frequency, 
not  by  contact  with  intermediaries.  During  the 
implementation  of  EO  12160,  additional  data  will  be 
collected  and  analyzed  to  further  refine  these  categories,  but 
for  the  present  Treasury’s  bureaus  and  offices  may  be 
considered  as  falling  into  three  categories:  High  Consumer 
Impact;  Moderate  Consumer  Impact:  and  Low  Consumer 
Impact.  Treasury  bureaus  and  offices,  regardless  of  which 
category  they  may  be  located  in,  are  subject  to  the 
provisions  of  EO  12160  and  the  Treasury  Consumer  Program. 

Treasury  bureaus  have  consumer  impact  as  follows: 

1.  High  Consumer  Impact 

(a)  Internal  Revenue  Service:  (b)  Bureau  of  Alcohol, 
Tobacco  and  Firearms;  (c)  U.S.  Customs  Service:  (d) 
Comptroller  of  the  Currency:  (e)  U.S.  Savings  Bonds  Division; 
(f)  Bureau  of  Government  Financial  Operations;  and  (g) 
Bureau  of  the  Public  Debt. 

2.  Moderate  Consumer  Impact 

(a)  Bureau  of  the  Mint;  (b)  Bureau  of  Engraving  and 
Printing. 

3.  Low  Consumer  Impact 

(a)  U.S.  Secretary  Service;  and  (b)  Federal  Law 
Enforcement  Training  Center. 

Units  of  the  Office  of  the  Secretary  (See  Appendix  A)  fall 
into  each  of  these  categories.  Examples  range  from  the 
Assistant  Secretary  (Tax  Policy)  and  the  Assistant  Secretary 
(Public  Affairs),  who  have  high  consumer  impact,  to  the 
Special  Assistant  to  the  Secretary  (National  Security),  who 
has  almost  no  public  contact  or  direct  effect  on  consumers. 
The  Special  Assistant  to  the  Secretary  (Consumer  Affairs)  is 
responsible  for  contacting  these  and  other  offices  within  the 
Office  of  the  Secretary  to  assure  their  compliance  with  EO 
12160. 

C.  Avenues  of  Participation 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
and  the  consumer  affairs  representatives  of  the  bureaus  are 
responsible  for  developing  policies  that  assure  consumer 


participation  in  the  development  and  review  of  Treasury’s 
Policies,  programs,  and  services. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
and  the  Treasury  bureaus  provide  for  the  participation  of 
consumers  in  the  various  stages  of  policy  development. 
Various  means  are  used  to  achieve  their  objectives.  These 
include  but  are  not  limited  to  the  following  procedures  and 
actions: 

— Publication  of  notices  of  proposed  or  final  regulations, 
programs,  and  policies. 

— Use  of  Office  of  the  Secretary  and  bureau  mailing  lists  to 
disseminate  consumer-related  information  to  consumers  and 
consumer  organizations.  Such  information  includes  notices 
of  upcoming  rulemaking,  notices  of  significant  new  Treasury 
programs,  policy  directives  and  changes  to  programs. 

— Conducting  formal  public  hearings  on  issues  vital  to  the 
interest  of  consumer  e.g..  alcohol  labeling  and  changes  in  tax 
regulations. 

— Developing  “consumer  forums,”  arranging  informal 
meetings,  or  providing  special  briefings  for  consumers,  and 
their  representatives. 

— Active  solicitation  of  written  comments  and  oral 
testimony  from  consumers  and  their  representatives  on 
sensitive  consumer  issues,  especially  at  public  hearings. 

— Arranging  meetings  between  Treasury  officials  and  the 
media  to  explain  new  Treasury  program  and  policy 
initiatives. 

— Participation  by  consumer  staffs  at  meetings  of  public 
and  private  consumer  organizations  including  public 
speaking  appearances. 

— Reviewing  the  membership  of  Treasury  Advisory 
Committees  with  the  objective  of  securing  consumer 
representation,  where  appropriate. 

— Encouraging  the  use  of  evening  hearings  and  regional 
meetings  away  from  Washington  to  obtain  a  full  range  of 
opinion  on  the  issues. 

— Screening  of  agency  publications  to  ensure  vitality  and 
readability. 

— Expanding  the  “consumer  awareness”  of  Treasury 
program  managers  by  the  preparation  of  training  programs, 
orientation  sessions,  and  seminars. 

III.  INFORMATIONAL  MATERIALS 

A.  Requirement 

Agencies  shall  produce  and  distribute  materials  to  inform 
consumers  about  the  agencies  responsibilities  and  services,  about 
their  procedures  for  consumer  participation  and  about  aspects  of  the 
marketplace  for  which  they  have  responsibility.  In  addition,  each 
agency  shall  make  available  to  consumers  who  attend  agency 
meetings  open  to  the  public  materials  designed  to  make  those 
meetings  comprehensibe  to  them.  (E.0. 12160) 

B.  General  Information  Services 

The  Department  of  the  Treasury  issues  millions  of  pieces 
of  information  annually  to  the  general  public  in  the  form  of 
brochures,  books,  pamphlets,  news  releases,  magazines,  and 
so  on.  Bureaus  provide  visual  aids  and  supply  special 
exhibits  for  conferences,  supply  teaching  aids  to  teachers 
and  study  aids  to  students,  use  posters  and  other  advertising 
material  for  special  campaigns,  develop  spot  news  tapes  and 
distribute  them  to  radio  and  television  stations,  and  conduct 
hundreds  of  special  education  and  information  classes 
throughout  the  country. 

Information  in  the  form  of  handouts  is  made  available  to 
the  participants  at  public  hearings. 

Economic  data  and  reports  are  supplied  to  researchers, 
private  and  public  sector  officials,  students  and  consumers 
at  little  or  no  cost  to  the  recipients. 
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Treasury  facilities  are  open  to  the  public  and  many 
provide  special  tours  of  these  facilities  to  the  visiting  public. 
For  example,  the  facilities  of  the  Bureau  of  Engraving  and 
Printing  and  the  Bureau  of  the  Mint  and  major  tourist 
attractions.  Brochures,  pamphlets,  and  other  information  is 
available  to  the  public  at  these  locations. 

Freedom  of  Information  reading  centers  are  open  to  the 
public  and  are  located  in  Treasury  facilities  around  the 
country. 

C.  Responsibilities 

The  Special  Assistant  to  the  Secretary  is  responsible  for 
overseeing  and  evaluating  Treasury  consumer  information 
programs  to  see  that  they  meet  the  needs  of  consumers.  The 
primary  responsibility  for  planning  and  executing  consumer 
information  programs  resides  with  the  public  affairs  and 
consumer  staffs  in  the  bureaus. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
is  responsible  for  conducting  and  maintaining  an  active 
inventory  of  Treasury  consumer  affairs  activities  and 
information  programs.  A  partial  description  of  consumer 
activities  is  included  in  the  “Consumer  Affairs  Handbook” 
but  a  more  detailed  Treasury  inventory  is  scheduled  for 
release  by  the  Department  later  this  year. 

D.  Distribution  of  Information  Material 

Treasury  headquarters  and  field  operations  distribute 
informational  materials  to  the  public.  Mailing  lists  are 
maintained  in  the  Office  of  the  Secretary  and  each  of 
Treasury’s  bureaus.  Persons  and  organizations  on  the  lists 
receive  special  mailings  of  informational  materials. 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
maintains  mailing  lists  of  State  and  local  consumer  offices, 
consumers,  and  private  consumer  organizations.  Consumers 
and  their  representatives  are  urged  to  contact  the  Special 
Assistant  or  the  bureau  consumer  representative  to  have 
their  names  and  the  names  of  their  organizations  placed  on 
these  mailing  lists. 

Local  telephone  directories  carry  the  names  and  addresses 
of  Treasury  field  offices,  personnel  and  informational 
outlets.  Consumers  and  their  representatives  may  contact 
the  closest  field  location  for  information. 

Other  organizations,  for  example,  the  U.S.  Postal  Service, 
maintain  specialized  inventories  of  Treasury  publications, 
for  example,  tax  forms,  which  are  made  available  to  the 
public. 

Informational  material  bearing  on  the  administration  of 
EO  12160  may  be  obtained  from  the  Special  Assistant  to  the 
Secretary  (Consumer  Affairs).  The  staff  attempts  to  fill  all 
reasonably  forseeable  requests  for  information  through 
normal  channels  such  as  mailing  lists  but  consumers  may 
contact  the  Special  Assistant  directly  if  the  routine  Treasury 
channels  fail  to  make  information  available  to  them. 

E.  Open  Meetings 

Treasury  will  make  the  purposes  for  and  the  proceedings 
of  open  meetings  comprehensible  to  consumer  attendees  by 
preparing  and  issuing  beforehand  suitable  explanatory 
materials  for  the  use  of  consumers.  The  materials  may 
include  summaries  of  the  issues  to  be  discussed  at  the 
meeting,  background  information,  and  insight  into  the  policy 
considerations  involved  in  the  resolution  of  the  issues. 

IV.  EDUCATION  AND  TRAINING 
A.  Requirement 

Agencies  shall  educate  their  staff  members  about  the  Federal 
consumer  policy  embodied  in  this  Order  and  about  the  agencies' 
programs  for  carrying  out  that  policy.  Specialized  training  shall  be 
provided  to  agency  consumer  affairs  personnel  and,  to  the  extent 
considered  appropriate  by  each  agency  and  in  a  manner  not 


inconsistent  with  applicable  statutes,  technical  assistance  shall  be 
made  available  to  consumers  and  their  organizations.  (E.0. 12160) 


Treasury’s  bureaus  have  training  programs  to  sensitize 
front-line  managers  and  employees  to  the  special  needs  and 
interest  of  Treasury  consumers.  Many  of  these  training 
programs  embody  the  consumer  policies  found  in  EO  12160. 

The  present  task  is  to  ensure  the  continuation  of  these 
programs  and  to  embark  upon  a  more  vigorous  program  of 
training  and  education  for  those  employees  who  have  not 
experienced  such  training.  As  a  first  step  to  achieve  these 
goals,  a  copy  of  the  Treasury  Directive  and  consumer  plan 
will  be  distributed  to  program  managers  within  the 
Department. 

Because  consumer  education  begins  at  the  top,  the  Special 
Assistant  to  the  Secretary  (Consumer  Affairs)  has  been 
granted  direct  access  to  the  Secretary  and  the  Deputy 
Secretary  with  respect  to  the  administration  of  the 
Department’s  consumer  program.  In  addition,  the  Special 
Assistant  attends  and  participates  in  Secretarial  level  staff 
meetings. 

The  Treasury  Consumer  Affairs  Council  and  the  individual 
bureau  consumer  officials  contribute  to  the  education  and 
training  of  Treasury  employees  by  developing  consumer 
training  and  education  policies  and  by  securing 
commitments  from  the  bureaus  to  specialized  training  for 
consumer  affairs  specialists  and  others  whose  labors  impact 
upon  consumers. 

One  of  the  key  responsibilities  of  the  Special  Assistant  to 
the  Secretary  (Consumer  Affairs)  is  to  study  the  various 
education  and  training  programs  within  the  Department, 
assess  their  worth  and  effectiveness,  and  make 
recommendations  to  the  Secretary  and  bureau  policy 
officials  regarding  improving,  expanding,  or  replacing 
existing  programs  with  new  approaches  to  consumer 
education  and  training.  Bureau  and  office  training  units  will 
be  enlisted  in  this  effort  and  assure  that  the  training 
programs  are  tailored  to  the  particular  needs  of  the  bureaus. 

The  Special  Assistant  is  expected  to  have  frequent  contact 
with  other  Federal  government  consumer  representatives 
and  work  on  special  task  forces  dedicated  to  consumer 
concerns.  The  interchange  of  ideas  and  information  derived 
from  these  activities  should  enhance  the  abilities  of  the 
Special  Assistant  to  deal  with  problems  with  may  arise  in 
carrying  out  the  provisions  of  E.O. 12160. 

C.  Bureau  Education  and  Training 

Because  the  impact  upon  consumers  is  greatest  at  the  field 
level  of  bureau  operations,  bureaus  are  required  to  give 
special  emphasis  to  educating  and  training  persons  to 
become  more  appreciative  of  consumer  needs  and  interests. 
Bureau  education  and  training  programs  are  monitored  by 
the  Special  Assistant  to  the  Secretary  (Consumer  Affairs)  to 
ensure  that  the  education  and  training  policies  embodied  in 
Executive  Order  12160  are  carried  out  by  the  Bureaus. 

V.  COMPLAINT  HANDLING 

A.  Requirement 

Agencies  shall  establish  procedures  for  systematically  logging  in. 
investigating,  and  responding  to  consumer  complaints,  and  for 
integrating  analyses  of  complaints  into  the  development  of  policy. 
(E.0. 12160) 

B.  Treasury  Consumer  Complaints  Handling  System 

The  Treasury  Consumer  Complaints  Handling  System 
consists  of  the  Office  of  the  Secretary  Complaints  Handling 
System  and  Bureau  Complaints  Handling  Systems. 


B.  General  Activities 
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The  Special  Assistant  compiles  quarterly  and  annual 
complaint  statistics  by  category  of  complaint.  These  reports 
are  submitted  to  Treasury  policy  officials  for  use  in  policy 
and  program  development. 

C.  Office  of  the  Secretary  Complaints  Handling  System 

The  Special  Assistant  to  the  Secretary  (Consumer  Affairs) 
is  the  officer  in  the  Office  of  the  Secretary  responsible  for 
coordinating  the  resolution  of  complaints  received  from 
consumers  against  officials  within  the  Office  of  the 
Secretary. 

Complaints  are  logged  in,  assigned  reference  numbers,  and 
routed  to  the  appropriate  Treasury  officials  for  action. 

The  policy  of  the  Office  of  the  Secretary  is  to  respond  to 
consumers  within  ten  (10)  business  days  after  the  receipt  of 
the  consumer  correspondence.  If  resolution  or  referral 
cannot  be  achieved  within  this  time,  the  consumer  receives 
an  interim  acknowledgement  that  his  complaint  is  being 
handled  by  a  Treasury  official. 

Consumer  complaints  which  are  received  by  the  Special 
Assistant  but  whose  subject  matter  is  more  appropriately 
that  of  a  Treasury  bureau  are  referred  to  the  bureau.  The 
Special  Assistant,  however,  monitors  the  disposition  of  the 
complaint  by  the  bureau. 

Complaints  misdirected  to  a  Treasury  bureau  and 
intended  for  another  Treasury  bureau  are  sent  to  the  Special 
Assistant  for  routing.  These  complaints  are  also  monitored 
by  the  Special  Assistant. 

D.  Bureau  Complaints  Handling  System 

Treasury  bureaus  have  procedures  for  systematically 
logging  in,  investigating,  and  responding  to  complaints  from 
consumers  and  their  representatives.  Most  complaints  are 
answered  in  writing,  or  when  appropriate,  by  telephone. 
Freedom  of  Information  requests  are  handled  by  the  bureaus 
according  to  published  FOI  regulations. 

Analyses  of  complaints  by  the  bureaus  lead  to  policy 
changes  and  subsequently  to  improvements  in  program 
operations. 

Example.  The  Internal  Revenue  Service’s  (IRS)  Problem 
Resolution  Program  serves  as  an  effective  complaint 
handling  system.  During  FY  79,  72,000  individual  taxpayer 
problems  were  resolved  through  PRP.  Each  problem  is 
systematically  logged  in,  investigated  and  responded  to  by 
IRS  employees.  If  a  case  cannot  be  resolved  within  five  (5) 
workdays,  the  taxpayer  is  contacted,  advised  of  the  status  of 
the  case  and  provided  the  name  and  telephone  number  of  the 
IRS  employee  responsible  for  resolution  of  the  case.  A  PRP 
case  is  not  closed  until  all  actions  have  been  taken  to  resolve 
the  problem.  Analyses  is  also  conducted  of  the  underlying 
causes  of  taxpayer  problems  and  if  an  organizational, 
procedural,  or  systematic  problem  is  identified,  it  is 
corrected. 

The  Special  Assistant  to  the  Secretary  is  responsible  for 
periodically  assessing  the  effectiveness  of  the  bureau 
complaints  handling  systems  and  making  recommendations 
with  regard  to  improving  operations. 

VI.  CONSUMER  PROGRAM  OPERATING  PROCEDURES 

The  provisions  of  EO  12160  are  incorporated  into 
Treasury’s  operating  procedures  by  Treasury  Directive  90- 
23.A  and  bureau  directives.  These  directives  outline  the 
duties  and  responsibilities  of  participants  in  Treasury’s 
consumer  affairs  program. 

VII.  JUDICIAL  REVIEW 

Nothing  in  this  Program  is  intended  to  provide  new 
grounds  for  judicial  review  or  be  interpreted  as  superseding 
any  existing  statutory  obligation  regarding  rulemaking. 


Signed  the  19th  day  of  May  1980. 
G.  William  Miller, 

Secretary  of  the  Treasury. 
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